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5  Telnet – O Telnet é um programa que utiliza o protocolo de comunicação TCP/IP 
para aceder a computadores remotos. Toda a interação é baseada em linha de 
comandos uma vez que era o programa que se utilizava no início da Internet.  O 
que se fazia era aceder a um computador - normalmente um servidor, e utilizar 
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=&--)0&(%)$'.&'7+0/(*7)45+:
Q/-7E*'Y]^ ]['-&3)%)'D/&')'6)-%*-'
.+')(+'.&']^^u?'=+-)0'2&(.*.+$'0)*$'
7+06/%).+-&$' .+' D/&' %&3&2*$+-&$'
(+'6)I$?'7-&$7&(.+'7).)'2&8'0)*$'+'
(t0&-+'.&'*(%&-()/%)$'&0'.*=&-&(%&$'
73)$$&$'$+7*)*$:'V$'6&$$+)$'2*$/)3*8)1
-)0'(+')7&$$+')'*(%&-(&%?'/0'*($%-/1
0&(%+'.&')$7&($5+'&./7)7*+()3?',&0'
7+0+'/0)'=+-0)'.&'*(73/$5+'$+7*)3:
O+($&D/&(%&0&(%&' +/%-)$' =&-1
-)0&(%)$' =+-)0' $/-<*(.+?' 7+0+'+'
LinkedIn' Y/0)' -&.&' .&' -&3)7*+()1
0&(%+'6-+H$$*+()*$?'/%*3*8).)'6)-)'
(&<A7*+$' &' %-+7)'.&' 7+(E&7*0&(%+$'
.&' )$$/(%+$' &$6&7I=*7+$' &' )=*($[?' &'
o MySpace' Y$&</(.)'0)*+-' -&.&'.&'
-&3)7*+()0&(%+'.+$'#$%).+$'s(*.+$[:'
Diante de tal crescimento a in1
%&-(&%' &$%>'6-&$&(%&' 7+(%*(/)0&(%&'
na vida das pessoas por meio dos 
7&3/3)-&$?'netbooks?' Iphones?' tablets e 
+/%-+$?' %-)8&(.+'0)*$' =)7*3*.).&$'
6)-)'$&/$'/$/>-*+$:
W&')7+-.+'7+0'.).+$'.+'9;JN#'
MB.*)' Y]^ ![?' +'(t0&-+'.&'6&$$+1
)$' 7+0')7&$$+' )' *(%&-(&%' (+';-)$*3'
7E&<+/')' ^p? '0*3EL&$'(+'$&</(.+'
%-*0&$%-&'.&']^ !?'+'D/&'-&6-&$&(%)'+'
7-&$7*0&(%+'.&'!o'&0'7+06)-)45+'
7+0'+$' ^]'0*3EL&$' -&<*$%-).+$'(+'
%-*0&$%-&' )(%&-*+-:'O+0'&$%&' %+%)3?'
6+.&'$&-'3&2).+'&0'7+($*.&-)45+'+'
)7&$$+'K' *(%&-(&%' &0'D/)3D/&-' )01
,*&(%&?'7+0+'.+0*7I3*+$?'%-),)3E+?'lan 
houses?' &$7+3)$?' ,*,3*+%&7)$?' &$6)4+$'
6t,3*7+$?'.&(%-&'+/%-+$'3+7)*$:
V%*(<*-'&$$&'(t0&-+'.&'/$/>-*+$'
7+(H-0)')' *06+-%a(7*)'.)' *(%&-(&%'
6)-)'+$',-)$*3&*-+$'(+$'t3%*0+$')(+$?'
%+-()(.+1$&'/0)'.&0+($%-)45+'.&'
D/&'+';-)$*3'7+(%&063)'/0'6t,3*7+'
7+($/0*.+-'-&3&2)(%&?'D/&'*(%&-)<&'
&' 7+0&(%)' *(=+-0)4L&$' $+,-&' )$'
0)-7)$' &' +$' 6-+./%+$' (&$$&' (+2+'
0/(.+'.*<*%)3:
N+/7+$' )7+(%&7*0&(%+$' *(j/&(1
ciaram de forma significativa a 
$+7*&.).&'D/)(%+'+' $/-<*0&(%+'.)'
*(%&-(&%:'V3B0'.&'+=&-&7&-'6-)%*7*1
.).&' )+$' 7*.).5+$?' %+-()(.+'0)*$'
><*3' &' &H7*&(%&' )'0)(&*-)' 7+0+')$'
6&$$+)$' *(%&-)<&0?' 6-+6+-7*+()0'
*(=+-0)4L&$'&')D/*$*45+'.&'7+(E&7*1
0&(%+$?')3B0'.&'6-+6*7*)-'/0)'(+2)'
=+-0)'.&'7+0&-7*)3*8)-?'=)8&(.+'7+0'
D/&' )$' &06-&$)$' -&6&($&0'(+2+$'
0+.&3+$'.&'2&(.)$?'$/-<*(.+')$$*0'
o E-commerce'Y7+0B-7*+'&3&%-C(*7+[:
2. E-commerce 
E-commerce?' 7+0B-7*+' &3&%-C(*7+'
+/' 7+0B-7*+'2*-%/)3?' $5+'+$'(+0&$'
.).+$')+'%*6+'.&'%-)($)45+'7+0&-7*)3'
=&*%)'&$6&7*H7)0&(%&'6+-'0&*+'.&'/0'
&D/*6)0&(%+'&3&%-C(*7+:
N)-)'V3,&-%*('Y]^^`[?'+'7+0B-7*+'
&3&%-C(*7+'w'O#'B')'-&)3*8)45+'.&'%+.)'
a cadeia de valor dos processos de 
(&<A7*+' (/0')0,*&(%&' &3&%-C(*7+?'
6+-'0&*+'.)' )63*7)45+' *(%&($)'.)$'
%&7(+3+<*)$' .&' 7+0/(*7)45+' &' .&'
*(=+-0)45+?')%&(.&(.+')+$'+,X&%*2+$'
.&'(&<A7*+:'
V3</($')/%+-&$'7+0&(%)0'D/&'+'
/$+'.&'&D/*6)0&(%+$'&3&%-C(*7+$'&0'
%-)($)4L&$'7+0&-7*)*$'(5+'B'-&7&(%&:'
\&</(.+'ZE&-%&-,&?'Q/-,)(?'M73&)('
Y]^^i[?'$&'/0)'6&$$+)'7+06-)'/0'-&1
=-*<&-)(%&'&0'/0)'0>D/*()')/%+0>1
tica pode ser considerado comércio 
&3&%-C(*7+'+/?'$&'/0)'6&$$+)'7+06-)'
(/0)' 3+X)' &'6)<)' 7+0'+' 7)-%5+'.&'
7-B.*%+'&$%>'&=&%/)(.+'/0'7+0B-7*+'
&3&%-C(*7+?'+/')*(.)?'$&'/0)'&06-&$)'
)7&*%)'/0'6&.*.+'6+-'=)@?'%)0,B0'B'
/0'%*6+'.&'7+0B-7*+'&3&%-C(*7+:
O+(=+-0&'V32&$'Y]^^^[?'7+0B-7*+'
&3&%-C(*7+'B'.&H(*.+'7+0+'dD/)3D/&-'
=+-0)'.&'%-)($)45+'.&'(&<A7*+$'&0'
D/&')$'6)-%&$' *(%&-)<&0'&3&%-+(*7)1
0&(%&?'+/'$&X)?'$&0'7+(%)%+$'=I$*7+$'
+/'.*-&%+$f:
V'*(%&-(&%'B'/0'.+$'0)*$'*06+-1
%)(%&$' 7)()*$'.&'(&<A7*+$'D/&'2&0'
-&2+3/7*+()(.+'+$'E>,*%+$'.)$'6&$1
$+)$'&' *(j/&(7*)(.+')$' *($%*%/*4L&$'
.&'.*2&-$)$'=+-0)$:
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J'E-commerce' $/-<*/'7+0+'/0'
(+2+' 0B%+.+' .&' 7+0&-7*)3*8)-'
6-+./%+$' &' $&-2*4+$' &(%-&' 7+(1
$/0*.+-&$?' &06-&$)$' &' <+2&-(+?'
6-+6*7*)(.+' )' &@&7/45+' .&' (&<A1
7*+$'(+')0,*&(%&'on-line?'6+-'0&*+'
.&' =&--)0&(%)$' &3&%-C(*7)$:' #$$)'
=+-0)'.&'7+0B-7*+'6)-%*/'.&'(+2)$'
+6+-%/(*.).&$'.&'(&<A7*+$'6)-)')$'
6)-%&$'&(2+32*.)$:
Um exemplo claro é a compra de 
/0'.$/"#0%!'(+'+/%-+'3).+'.+'0/(.+?'
-&)3*8)(.+')4L&$'7+0+c'6)<)-?'-&7&1
,&-?' *($%)3)-' &' 7+0&4)-' )'/$)-' $&0'
$)*-'.&'$&/')0,*&(%&'+/').0*(*$%-)-'+'
%&06+'.&'-&)3*8)45+'.&'%-&*()0&(%+$'
&'7/-$+$:'V$'6+$$*,*3*.).&$'$5+'*3*0*1
%).)$?'<)(E)(.+'%&06+'&')<*3*.).&'
()$'*(%&-)4L&$?'+'D/&'*(j/&(7*)'&0'
/0'0&3E+-'.&$&06&(E+'&'-&j&%&'(+'
-&$/3%).+'.)'&06-&$):
 !""#$%&&'()%*+,"-,&" .'/,&"-0 
E-commerce
V'*(%&-(&%'7-*+/'/0'(+2+'%*6+'.&'
&$6)4+'w'+'.*<*%)3?'6+$$*,*3*%)(.+'+'
-+06*0&(%+'.&',)--&*-)$'<&+<->H7)$'
&' %&--*%+-*)*$?' 6-+6+-7*+()(.+' )+$'
$&/$'/$/>-*+$' &' &06-&$)$' %-+7)-&0'
.).+$?' *(=+-0)4L&$?'.&7*$L&$' &' 7+1
(E&7*0&(%+'.&'=+-0)'><*3'&(%-&'$*'&'
%)0,B0'7+0'$&/$'6)-7&*-+$?'=+-(&7&1
.+-&$'&'73*&(%&$?'7-*)(.+'/0)'7/3%/-)'
.*<*%)3'&0'D/&')'.*$%a(7*)'&'+'%&06+'
6)$$)0')' $&-' =)%+-&$' 7).)'2&8'0&1
(+$' -&3&2)(%&$?'.&2*.+'K'2)-*&.).&'
.&')%*2*.).&$'D/&'6+.&0'$&-' =&*%)$'
7+0')3</($'73*D/&$:'U+-)0'-+06*.+$'
diversos paradigmas válidos para 
+'0/(.+' =I$*7+' &' 6-+2+7)1$&' /0)'
-&2+3/45+'(+'marketing'7/X)$'7+($&1
D/G(7*)$'(5+'$&'6+.&')*(.)'6-&2&-:
\&</(.+'Q/-7E*'Y]^ ]?'6:' _[c
dJ'6+%&(7*)3'+=&-&7*.+'6&3)'9(%&-1
(&%'3&2+/')$'&06-&$)$')'6&($)-'.&'
=+-0)'0)*$')063)'&')'*(73/*-'&0'
$&/$' 63)(&X)0&(%+$' &'0)-T&%*(<'
as estratégias de e-business – /0'
7+(7&*%+' ),-)(<&(%&' D/&' $&' -&1
=&-&' )' /0)' =/$5+' 7+063&@)' .+$'
6-+7&$$+$' *(%&-(+$?' )63*7)4L&$'
&06-&$)-*)$' &' &$%-/%/-)' +-<)(*1
8)7*+()3?' 7+0'/$+' .&' %&7(+3+<*)'
Y10%2#0%!.'!'.$/"#0%!.[?'.&'0+.+')'
7-*)-'/0'0+.&3+'.&'(&<A7*+$'.&'
)3%+'.&$&06&(E+f:
J$'(+2+$'0+.&3+$'.&'(&<A7*+$'6&-0*%&0'73)$$*H7)-'+'7+0B-7*+'&3&%-C(*7+'
6+-'0&*+'.)')(>3*$&'.)$'0+.)3*.).&$'.&'-&3)7*+()0&(%+'&(%-&'+$')<&(%&$'D/&'
6)-%*7*6)0'.)'-&.&?'D/&'$5+'&(%*.).&$'<+2&-()0&(%)*$?'&06-&$)$?'7+($/0*.+1
-&$?'73*&(%&$'+/'7*.).5+$'/$/>-*+$?'7+(=+-0&'.&0+($%-).+'(+'D/).-+'),)*@+:'
Quadro 1 - Modelos de E-commerce"0")$%&&'()%*10&"-0"&02304.,&
Modelo #$%&&'()%*+,"-0"502304.,
B2C - Business to Consumer
Q-)($)45+'.&'7+0B-7*+'&3&%-C(*7+?'.&'+-<)(*8)45+'
6)-)'7+($/0*.+-&$:
B2B - Business to Business
Q-)($)4L&$'7+0&-7*)*$'&(%-&'&06-&$)$'&'&(%*.)1
.&$:
B2G - Business to Government
Q-)($)4L&$'7+0&-7*)*$'&(%-&'&06-&$)$'6-*2).)$'&'
<+2&-()0&(%)*$:
B2I - Business to Institutions
Q-)($)4L&$'7+0&-7*)*$'2*)'&3&%-C(*7)'&(%-&'&06-&1
$)$'&'*($%*%/*4L&$'Y&./7)7*+()*$?')$$+7*)4L&$?'&%7:[:
B2E - Business-to-Employee
O+0B-7*+'&3&%-C(*7+'.&'&06-&$)$'D/&'2&(.&0'
$&-2*4+$'+/'6-+./%+$')+$'$&/$'=/(7*+(>-*+$:
E- Procurement
O+0B-7*+'&3&%-C(*7+'/%*3*8).+'6&3)$'&06-&$)$'
6)-)'7+06-)'.&'$/6-*0&(%+$:
C2C - Consumer to Consumer
O+0B-7*+'&3&%-C(*7+'&(%-&'7+($/0*.+-&$'.&'=+-1
0)'.*-&%)'%)*$'7+0+c'M&-7).+'P*2-&?'90A2&3'Z&,'
&'+/%-+$:
C2B - Consumer to Business
Q-)($)4L&$'&(%-&'7+($/0*.+-&$'+/'73*&(%&$'&'
&06-&$)$:
G2B - Government to Business Q-)($)45+'D/&'&(2+32&'<+2&-(+$'&'&06-&$)$:
C2G - Citizen to Government
J'-&3)7*+()0&(%+'&3&%-C(*7+'D/&'&(2+32&'7*.)1
.5+$'&'&(%*.).&$'<+2&-()0&(%)*$:
G2C - Government to Citizen
Q-)($)45+'D/&'&(2+32&'+$')<&(%&$'7+0+'&(%*.).&$'
<+2&-()0&(%)*$'&'7*.).5+$:
G2G- Government to Government
Q-)($)45+'7+0&-7*)3'&(2+32&(.+')$'&(%*.).&$'<+1
2&-()0&(%)*$'=&.&-)*$?'&$%)./)*$'+/'0/(*7*6)*$:
E2B – Employee –to-Business
Q-)($)45+' 7+0&-7*)3' D/&' &(2+32&' &06-&<).+$' &'
empresas
Fonte: Elaboração dos autores, com base em Turchi (2012) e Souza (2007).
 !"#$%&'"#()(*$#"*+,#-.)(/&"($#/#"(")*+&+"(0 !"##$%1(Facebook1(Orkut(#.*231(
45&-/)(&"(6#"")&"(#".7)(8$#45#-.#,#-.#(*)-#*.&/&"(6)$(,#+)(/)"(/+"6)"+.+%)"(
,9%#+"1()(45#(&,6:+&(&"(6)""+!+:+/&/#"(/#(.$)*&(/#(+-8)$,&;<#"(#(+-=5>-*+&"1(
?#$&-/)()6)$.5-+/&/#"(6&$&(45#(&"(#,6$#"&"("#(5.+:+@#,(/#".#"(-)%)"(*&-&+"(
#(/)(?$&-/#(-A,#$)(/#(5"5B$+)"(-&(*),#$*+&:+@&;7)(/#("#5"(6$)/5.)"2
C"(#,6$#"&"(+-.#$&?#,(*),()"(+-.#$-&5.&"(*),()()!D#.+%)(6$+,#+$&,#-.#(
/#(/+%5:?&$( "5&(,&$*&1(6$)/5.)"1( "#$%+;)"1(6&$&( #"*:&$#*#$( "5&"(/A%+/&"1(
*)-E#*#$("#5"(45#".+)-&,#-.)"(#(5"&,(6&$&(+"")1(&()6+-+7)(/&"(6#"")&"1(45#(
#,($#/#"( ")*+&+"()5( *),6&$.+:E&,#-.)1( *)-"#?5#,(#F6)$( "5&()6+-+7)(/#(
8)$,&($B6+/&1(8&@#-/)(5")(/#""#"(-)%)"(*&-&+"(6&$&(*$+&$(5,&($#:&;7)(,&+"(
6$9F+,&(*),("#5(*:+#-.#(#(&.$&+$(-)%)"2
 (45&/$)(G(&6$#"#-.&()"(-)%)"(,)/#:)"(/#(E-commerce,(#,(45#(&"(.$&-'
"&;<#"("7)(8#+.&"(#,()5.$)"(*&-&+"1(*),)H($#/#"(")*+&+"1(.#:#%+"7)1(*),6&$'
.+:E&,#-.)(/#(/&/)"1(6)$(/+"6)"+.+%)"(mobile,(-7)("),#-.#(6#:)"("+.#"(/&"(
#,6$#"&"2
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Quadro 2 - Novos modelos de E-commerce  ! "#$%%&'"$()*!+ !
segmentos
Modelo ,#$%%&'"$()*!+ !- ./ 01*
KGK('(K#&$(.)(K#&$ L$&-"&;7)( #-.$#( 6#"")&"1( *),6&$.+:E&-/)1( -)$,&:,#-.#(
&$45+%)"(/+?+.&+"1("#,(&(-#*#""+/&/#(/)(+-.#$,#/+&/)$2
M('(*),,#$*#()5(M)!+:# L$&-"&;7)(*),#$*+&:(6)$(,#+)(/#(/+"6)"+.+%)"(,9%#+"2
N(O(P),,#$*# P),Q$*+)(%+&(R#/#"(N)*+&+"2
S'(P),,#$*# P),Q$*+)(%+&(S&*#!))T2
L'(P),,#$*# P),Q$*+)(6)$(,#+)(/&(.#:#%+"7)2
Fonte: Elaboração dos autores, com base em Torres (2012).
a) Conveni>-*+&H( )"( *:+#-.#"( .#,(
&(6)""+!+:+/&/#(/#(8&@#$(6#/+/)"(GJ(
E)$&"(6)$(/+&1( /#( )-/#( #".+%#$#,2(
U7)(-#*#""+.&,(#-.$&$(-5,(*&$$)1(
#-*)-.$&$(5,&(%&?&(6&$&(#".&*+)-&$(
#(&-/&$(6)$(+-A,#$&"($5&"(&.Q(#-*)-'
.$&$()(45#(6$)*5$&,2
!3(V-8)$,&;<#"H()"(*:+#-.#"(6)/#,(
#-*)-.$&$(/&/)"(*)$6)$&.+%)"(")!$#(
&"(#,6$#"&"1(6$)/5.)"1(*)-*)$$#-.#"(
#( *),6&$&$( 6$#;)"1( "#,( &( -#*#"'
"+/&/#(/#(/#+F&$( "#5( #"*$+.9$+)( )5(
$#"+/>-*+&2
*3(P),)/+/&/#: )"( *:+#-.#"(-7)(
.#,(&(6$#*+"7)(/#(:+/&$(*),(%#-/#'
/)$#"1(-#,(.#,(45#("#(#F6)$(&(8&.)$#"(
/#(6#$"5&"7)(#(#,)*+)-&+"1(&:Q,(/#(
-7)(6$#*+"&$(&?5&$/&$(-&"(W:&"2
 (E-commerce(.$&@(,5+.)"(!#-#8X'
*+)"(6&$&()"(*)-"5,+/)$#"(#(.&,!Q,(
6&$&()"( 8)$-#*#/)$#"2( "( *)-"5,+'
/)$#"(5"58$5#,(/#(5,(&:.)(-X%#:(/#(
"#$%+;)"( 6#$")-&:+@&/)"1( *),6$&"(
,&+"(#W*+#-.#"1(+-8)$,&;7)(+,#/+&.&1(
,&+)$(:#45#(/#(#"*):E&"(#(6$)/5.)"(
,&+"(!&$&.)"2
YB( 6&$&( &"( #,6$#"&"1( /#-.$#( &"(
vantagens do E-commerce, pode'
'"# /#".&*&$( &( 8B*+:( :)*&:+@&;7)( #(
&45+"+;7)( /#( 6$)/5.)"( /#( )5.$&"(
*),6&-E+&"1( &( "+,6:+8+*&;7)( /)"(
*&-&+"(/#(/+".$+!5+;7)1( .)$-&-/)()"(
6$)/5.)"(,&+"( !&$&.)"( #( 6$)6)$'
*+)-&-/)( )( &5,#-.)( /)"( :5*$)"1(
$#/5;7)( /#( #".)45#"1( &6$)F+,&'
;7)(/)( *)-"5,+/)$( #( $#*#!+,#-.)(
#,(6$&@)(,&+"( *5$.)1( )8#$#*#-/)H(
8:#F+!+:+/&/#( /#( E)$B$+)( #( :)*&:(
/#( *),6$&1( &:.&( /+"6)-+!+:+/&/#( #(
%&$+#/&/#(/#(6$)/5.)"( #( "#$%+;)"1(
6)""+!+:+/&/#(/#( #-.$#?&( #,(45&:'
45#$(:5?&$1( +-*:5"+%#(6&$&(#-%+)(/#(
6$#"#-.#"( &( .#$*#+$)"1( #(6)$(A:.+,)1(
&(*),6$&(/#(6$)/5.)"(/+?+.&+"(0,A'
"+*&"1( +-?$#"")"1( $#*&$?&(/#( *#:5:&$1(
$#*&$?&"(/#(D)?)"(#(#.*231(*),(#-.$#?&(
6$&.+*&,#-.#(+-".&-.Z-#&2
C(")*+#/&/#(.&,!Q,(?&-E&(*),(
)( *),Q$*+)( #:#.$[-+*)1( 6)+"( *),(
o crescimento dessa modalidade 
,5+.&"(6#"")&"(6)/#,(.$&!&:E&$(#,(
*&"&1( $#/5@+-/)( &( -#*#""+/&/#(/#(
:)*),);7)2(M5+.)"(.>,(&()6)$.5-+'
/&/#(/#(,#:E)$&$()(6&/$7)(/#(%+/&1(
&/45+$+-/)(6$)/5.)"(45#(&-.#"(#$&,(
\F+".#,(/+%#$"&"(8)$,&"(#,(45#(
o E-commerce &.5&1()(,5-/)(%+$.5&:(
"#( .)$-)5( $#=#F)(/)(,5-/)( 8X"+*)2(
]#""&(,&-#+$&1( )"( #,6$#"B$+)"( #-'
*)-.$&,(-&(+-.#$-#.(5,(+,6)$.&-.#(
*&-&:(/#(%#-/&"2
P)-"+/#$&-/)()"(-X%#+"(/#(*$#"'
*+,#-.)(/&"()6#$&;<#"(#,(*),Q$*+)(
#:#.$[-+*)1( L5$*E+( 0G^IG3( /#"*$#%#(
-)%&"( 6$B.+*&"( /#( -#?9*+)"( $#&:+'
@&/&"(6)$(,#+)(/&(!$&(#(45#(#".7)(
$#*#!#-/)(5,&(&.#-;7)(#"6#*+&:(/&"(
#,6$#"&"(45#(&.5&,(-#".#(,#+)H
&3(P),Q$*+)(#:#.$[-+*)(#(&"(KM\"(
O(&"(6#45#-&"(#(,Q/+&"(#,6$#"&"(.>,(
%):.&/)(&.#-;<#"(6&$&(&"()6)$.5-+/&'
/#"(/&( $#&:+@&;7)(/#(-#?9*+)"(6#:&(
V-.#$-#.1( :)*&:( #,(45#( #-*)-.$&,(
!)&"()6)$.5-+/&/#"(/#(&6$#"#-.&$#,(
#(*),#$*+&:+@&$#,()"("#5"(6$)/5.)"(
#("#$%+;)"_
!3(` )D&"(P5".),+@&/&"(#(a+$.5&+"(
O()(*),Q$*+)(#:#.$[-+*)(6)""+!+:+.&(&"(
-#?)*+&;<#"(6)$(,#+)(/&"(6B?+-&"(
#:#.$[-+*&"( 0sites3( /&"( #,6$#"&"( #(
*)-"5,+/)$#"1()(45#(8&*+:+.&(&()$?&'
-+@&;7)(#(&6$#"#-.&;7)(/)"(6$)/5.)"(
#("#$%+;)"1($#/5@+-/)(&(-#*#""+/&/#(
/#(6)""5X$#,(&"(:)D&"(8X"+*&"2((P),)(
*)-"#45>-*+&1(6$#*+"&,(&/).&$()6#'
$&;<#"(:)?X".+*&"(45#(*),6:#,#-.&,(
&"(.$&-"&;<#"(%+$.5&+"(*),)(&(&$,&'
@#-&?#,1(6$#6&$&;7)(/)"(6#/+/)"1(
.$&-"6)$.#"( #( &( /+".$+!5+;7)( 8X"+*&2(
U)$,&:,#-.#(#".#("#$%+;)(Q()8#$#*+'
/)(6)$()6#$&/)$#"(:)?X".+*)"_
*3( N+.#"(/#( !5"*&"(/#(,#$*&/)'
$+&"(O(/#%+/)(&)(?$&-/#(%):5,#(/#(
.$&-"&;<#"(*),#$*+&+"(45#("7)($#&:+'
@&/&"(6#:)(e-commerce #(&("+-&:+@&;7)(
/#( *$#"*+,#-.)(6#:)"( +-".+.5.)"(/#(
6#"45+"&1( "5$?+$&,(%B$+)"( sites( 45#(
)$?&-+@&,(&"(6#"45+"&"(/#(6$)/5.)"(
)5("#$%+;)"(45#(/#.#$,+-&/)(*)-"5'
,+/)$(#".B(6$)*5$&-/)2(P),)(#F#,'
6:)(6)/#'"#(*+.&$()(b))?:#1(c5"*&6Q1(
M#$*&/)(`+%$#(#()5.$)"_
/3( N+.#"( /#( *),6$&"( *):#.+%&"(
O( +?5&:,#-.#( "5$?+$&,(-)%&"( #,'
6$#"&"(*),(&.5&;7)(%+$.5&:1(45#()$'
?&-+@&,(#()8#$#*#,(&()6)$.5-+/&/#(
/&( $#&:+@&;7)(/#( *),6$&"( *):#.+%&"(
6&$&( 6#"")&"( 8X"+*&"( *),( .&,!Q,(
D5$X/+*&"1( *)-"#?5+-/)(,#:E)$#"(
6$#;)"(#(6$&@)"_
#3 Mobile commerce e mobile pay-
ment( O( &"( +-)%&;<#"( .#*-):9?+*&"(
&6:+*&/&"(&)(*),Q$*+)(#:#.$[-+*)(EB(
6)5*)( .#,6)(&.$B"("+-&:+@&%&,(45#(
#,(5,(85.5$)(6$9F+,)(&(,&+)$+&(/&"(
.$&-"&;<#"(-#?)*+&+"( $#&:+@&/&"(6#:&(
V-.#$-#.1(5.+:+@&$+&,()( *),65.&/)$(
)5(&(.#:#%+"7)(6&$&(&("5&(#8#.+%&;7)2(
K)$Q,1(-)"(/+&"(&.5&+"(6#$*#!#'"#(45#(
&(*)-%#$?>-*+&(/+?+.&:(&6$#"#-.&(5,(
-)%)(%#X*5:)(5.+:+@&/)(6&$&(&(,&+)$+&(
/&"(.$&-"&;<#"(-&(d#!1()"(&6&$#:E)"(
*#:5:&$#"(smartfones. (mobile commerce 
(comércio eletrônico por meio de ce'
:5:&$3(#()(móbile payment 06&?&,#-.)(
#:#.$[-+*)(*),(*#:5:&$31("7)()"(-)%)"(
%#X*5:)"(5.+:+@&/)"(6)$(5,(?$&-/#(
-A,#$)(/#(5"5B$+)"(6&$&()6#$&;<#"(
/#(*),Q$*+)(#:#.$[-+*)2
 (E-commerce( !5"*&( 8&*+:+.&$( &(
$).+-&( /&"( 6#"")&"1( 6)+"( &:Q,( /#(
.$&@#$(*)-8)$.)1(&(+-.#$-#.(.)$-)5'"#(
,&+"("#?5$&(&)(-&%#?&$(#(6)""+!+:+.&(
&($#&:+@&;7)(/)(6$)*#"")(/#(*),6$&(
#(%#-/&(6#:&(+-.#$-#.2
C:+&/)(&( +"")1(e).:#$( 0G^^^3( *+.&(
&:?5,&"(%&-.&?#-"( $#:&*+)-&/&"( f(
*)-%#-+>-*+&1( *),)/+/&/#(#()8#$.&(
/#(+-8)$,&;7)1(*)-8)$,#("#?5#H
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Figura 1 - Evolução do Faturamento do E-commerce no Brasil - em 
Bilhões
Fonte: Relatório WebShoppers – E-Bit 2013.
+-&*#""X%#+"2(g)D#(&"(6#"")&"(6)/#,(
.#$(&*#"")(&(+-".$5;<#"(45#(-7)(#$&,(
6)""X%#+"(-&(,)/&:+/&/#(6$#"#-*+&:1(
*)-"+/#$&-/)("5&( :)*&:+@&;7)1(&:Q,(
/#(%B$+)"( "#$%+;)"(6A!:+*)"(45#( 8)'
$&,(/+"6)-+!+:+@&/)"(#,(%+$.5/#(/)(
*),Q$*+)(#:#.$[-+*)2
4.  Evolução do E-commerce no 
Brasil
P)-8)$,#()("+.#(E-bit 0G^I^3(#,(
Ihhi1( &"( 6$+,#+$&"( :)D&"( %+$.5&+"(
#-*)-.$&$&,( 5,( -)%)( ,#+)( /#(
*),#$*+&:+@&$("#5"(6$)/5.)"2(U#""#(
6#$X)/)1(&(+-.#$-#.(&+-/&("#(*E&,&%&(
j!):E&(/#()6)$.5-+/&/#"k1(#".#-/#-'
/)'"#(&.Q(,#&/)"(/)(&-)(G^^^1(45&-'
/)()*)$$#5()(?$&-/#(#".)5$)2(K&""&/)(
)("5".)(/&(!):E&(#,(,#&/)"(/#(G^^I1(
&"(#,6$#"&"(45#(+-%#".+&,(-)("+".#'
,&(/#(*),Q$*+)(%+$.5&:(#-*)-.$&$&,(
/+W*5:/&/#"(6&$&()!.#$( "56)$.#(/#(
*&6+.&:1( #-8$#-.&-/)( &( $#"+".>-*+&(
45&-.)(&(-)%)"(+-%#".+,#-.)"1(DB(45#(
os investidores eram mais racionais 
#(*Q.+*)"(#,($#:&;7)(&)(-)%)(,)/#:)(
/#(*),Q$*+)1(6$+-*+6&:,#-.#(*),()(
$+"*)(/)($#.)$-)(")!$#(+-%#".+,#-.)2
M5+.&"(#,6$#"&"(%+$.5&+"(*),#'
;&$&,(&( "5$?+$(-&( "#?5-/&(,#.&/#(
/&(/Q*&/&(/#(h^2(\,(Ihhi1(&"(%#-/&"(
on-line( /#":&-*E&$&,(-)"( \".&/)"(
l-+/)"2(U)( c$&"+:1( #""#( 6$)*#"")(
*),#;)5(*#$*&(/#(*+-*)(&-)"(/#6)+"1(
*),(%B$+&"(:)D&"(+-+*+&-/)(#""#(-)%)(
modelo de vendas on-line #(&.Q(#-.7)1(
as vendas por meio do E-commerce 
-7)(6&$&$&,(/#(*$#"*#$2
 (E-commerce foi agregando se'
?5+/)$#"(%+$.5&+"1(45#(#-*)-.$&$&,(
-&(+-.#$-#.(5,&(-)%&(8)$,&(/#()!.#$(
6$)/5.)"(/#(,&-#+$&(/+%#$"+W*&/&(
f( /#( *)".5,#2(]#(,&-#+$&( 45#( &(
%+"+.&;7)(-&"( :)D&"( 8X"+*&"(-7)(#$&()(
!&".&-.#1( %+&'"#( #-.7)( &( )6)$.5-+'
/&/#(#(&(-#*#""+/&/#(/#(.$&@#$(5,&(
vantagem competitiva de compras 
&)"(*)-"5,+/)$#"1(&:?)(45#(65/#""#(
oferecer além do tradicional método 
/#(*),6$&2
M#/+&-.#( +-8)$,&;<#"( /)(E-
-bit( 0G^Im31( #,(G^^I1()( 8&.5$&,#-.)(
$#?+".$)5( *#$*&(/#(Rn(o^^(&(Rn(oi^(
,+:E<#"2(U)(&-)(/#(G^^G1()(N5!,&'
$+-)(#(&"(C,#$+*&-&"2*),1(/5&"(/&"(
,&+)$#"( :)D&"(/)( "#.)$1( &:*&-;&$&,(
5,(8&.5$&,#-.)(/#(Rn(pi^(,+:E<#"(
#( $#?+".$&%&(*#$*&(/#(I1q(,+:E7)(/#(
#'*)-"5,+/)$#"2(U)( &-)( "#?5+-.#1(
&"(:)D&"(%+$.5&+"(*),#;&$&,(&(&6$#'
"#-.&$( !&:&-;)"(6)"+.+%)"( #,( "5&"(
W-&-;&"1()(45#(,)".$&%&(45#()(-#'
?9*+)(#".&%&(/&-/)(*#$.)1(%+".)(45#(
)( 8&.5$&,#-.)(E&%+&( *$#"*+/)( JIr(
*E#?&-/)( &( &6$)F+,&/&,#-.#(Rn(
I1G(!+:E7)2
Ainda conforme o E-bit 0G^Im31(-)(
&-)(/#(G^^J1()(8&.5$&,#-.)(&:*&-;)5(
*#$*&(/#(Rn(I1p(!+:E7)1()-/#()"(*),'
6&$&/)$#"(/#(6$#;)(*),)()(c5"*&6Q(
#(b))?:#( +-+*+&$&,(&( *)-"):+/&;7)1(
sendo exemplares de compras pela 
+-.#$-#.2( "(6$+-*+6&+"(6$)/5.)"(*)'
,#$*+&:+@&/)"( #$&,(P]s"( #(]a]s"1(
&:Q,(/#(:+%$)"2(\,(G^^i1()(8&.5$&,#-'
.)(&5,#-.)5(Jmr(#,($#:&;7)(&)(&-)(
&-.#$+)$1( $#?+".$&-/)(5,( $#"5:.&/)(
/&()$/#,(/#(Rn(G1i(!+:E<#"2
P)-.+-5&-/)( *),()"(/&/)"(/&(
6#"45+"&(/&(E-bit 0G^Im3()(e-commerce 
)!.#%#()(,&+)$(*$#"*+,#-.)(DB($#?+"'
.$&/)( #,(G^^o1( &:*&-;&-/)(&6$)F+'
,&/&,#-.#(Rn(J1J(!+:E<#"1(-A,#$)(
qor(,&+)$(/)(45#()($#?+".$&/)(&-'
.#$+)$,#-.#2(U)"(&-)"("#?5+-.#"1(&"(
%#-/&"(#:#.$[-+*&"("9(&5,#-.&$&,1(
#,(G^^q()(8&.5$&,#-.)(8)+(/#(Rn(o1J(
!+:E<#"(#(p1G(!+:E<#"(#,(G^^p2(U)(&-)(
6)".#$+)$1(#,(G^^h1(&($#*#+.&(8)+(/#(Rn(
I^1o(!+:E<#"1(m^r("56#$+)$(&)(&-)(&-'
.#$+)$2(\,(G^I^1()("#.)$(,)%+,#-.)5(
Rn(IJ1p(!+:E<#"1( &:&%&-*&/)"(6#:)"(
novos modelos de e-commerce1(6#:&(
$#.),&/&(/)(*$Q/+.)(/)"(*)-"5,+/)'
$#"(#(6#:&(,&+)$(*)-W&-;&(/#6)"+.&/&(
-&($#&:+@&;7)(/&"(*),6$&"(online2(((
A E-bit(0G^Im3(&W$,&(45#(#,(G^II1(
)(8&.5$&,#-.)(/)(*),Q$*+)(#:#.$[-+*)(
-)(6&X"(W*)5( #,( .)$-)(/#(Rn( Ip1q(
!+:E<#"1($#6$#"#-.&-/)(5,(&5,#-.)(
/#(Gor(#,($#:&;7)(&)(&-)(&-.#$+)$2
N#?5-/)(&(6#"45+"&(E-bit(0G^Im31(
#,(,#+)(&(.&-.&"(*$+"#"(-)"(6&X"#"(/&(
\5$)6&1()"(-A,#$)"(/#(8&.5$&,#-.)(
do E-commerce(*)-.+-5&$&,(&(*$#"*#$2(
U)( &-)(/#( G^IG1( 8)$&,( 8&.5$&/)"(
&6$)F+,&/&,#-.#(Rn( GG1i( !+:E<#"(
nas vendas on-line(-)(c$&"+:1(-A,#$)(
G^r(,&+)$( #,( $#:&;7)( &)"(RnIp1q(
!+:E<#"(&:*&-;&/)"(#,(G^II2(
C(S+?5$&( I( &6$#"#-.&( )( ?$BW*)(
#F.$&X/)(/)("+.#(E-bit 45#($#6$#"#-.&(
&(#%):5;7)(/)(e-commerce nos últimos 
IG(&-)"H
Muitas empresas 
virtuais começaram 
a surgir na segunda 
metade da década 
de 90. Em 1995, 
as vendas on-line 
deslancharam nos 
Estados Unidos.
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t(,#/+/&(45#(&(6)65:&;7)(6)""5+(
&*#"")( f( +-.#$-#.1( !&"#( 6#:&( 45&:(
"#( "5".#-.&( )( *),Q$*+)( #:#.$[-+*)1(
aspectos como a facilidade de 
*$Q/+.)( *)-*#/+/&( &"( *:&""#"( P( #(
]1( D5-.&,#-.#( *),(&(,#:E)$+&(/&(
"#?5$&-;&( -&"( .$&-"&;<#"( on-line1(
.+%#$&,( *),)( *)-"#45>-*+&( 5,(
?$&-/#(&5,#-.)(-)(8&.5$&,#-.)(/)(
e-commerce2(P),(+".)1(#".+,&'"#(45#()(
%&$#D)(%#-E&(&(+-%#".+$(&+-/&(,&+"(-)(
&,!+#-.#( #:#.$[-+*)(6&$&(&5,#-.&$(
&"(%#-/&"2
]#(&*)$/)(*),(&(C"")*+&;7)(c$&'
"+:#+$&(/#(P),Q$*+)(\:#.$[-+*)(0Cc'
P),31()(E-commerce(-&*+)-&:(8#*E)5(
)(&-)(/#(G^Im(*),(5,(8&.5$&,#-.)(
/#(Rn( mI1II( !+:E<#"1( &6$#"#-.&-/)(
5,(*$#"*+,#-.)(/#(Ghr(#,($#:&;7)(
&(G^IG2
C(CcP),1( &.$&%Q"(/)( "#5(6$#'
"+/#-.#(M&5$X*+)( N&:%&/)$1( &W$,&(
.&,!Q,(45#( j&6#"&$(/&(/#"&*#:#'
$&;7)(/&( #*)-),+&( #( /)( &5,#-.)(
-)( #-/+%+/&,#-.)(/)(!$&"+:#+$)1( )(
\'*),,#$*#( -&*+)-&:( ?&-E)5(/#@(
,+:E<#"(/#(-)%)"(*)-"5,+/)$#"(#,(
G^Im1( )( 45#( *)-.$+!5+5(6&$&(45#()(
setor mantivesse as taxas médias de 
*$#"*+,#-.)(/)"(A:.+,)"(&-)"k2
C""+,1(#".+,&'"#(45#(#,(G^IJ()("#.)$(/#%&(,)%+,#-.&$(#,(.)$-)(/#(Rn(
mh1i(!+:E<#"1(5,(*$#"*+,#-.)(/#(Gqr(#,($#:&;7)(&)(&-)(/#(G^Im1(/#*)$$#-.#(
/)"(+-%#".+,#-.)"(#,(+-8$&#".$5.5$&1(/&(*E#?&/&(/)(Jb(#(/&($#&:+@&;7)(/&(
P)6&(/)(M5-/)(-)(c$&"+:2
5.  Comportamento dos consumidores frente ao mundo digital
K#"45+"&/)$#"(/#(,#$*&/)(.#-.&,(#-.#-/#$()(*),6)$.&,#-.)(/)(*)-'
"5,+/)$(#("5&"(/#"*)!#$.&"(W@#$&,(*),(45#("5$?+""#,(/+%#$")"(,)/#:)"(
/#(*),6)$.&,#-.)2(P),#-.&,(45#()(*),6)$.&,#-.)(/)(*)-"5,+/)$(/#%#(
"#$(#-.#-/+/)(6#:)(6$)*#"")(/#(.$)*&(#-.$#()"(&?#-.#"(/#".#"(0*),6$&/)$(#(
%#-/#/)$31(.&-.)(-)(*)-"5,)(*),)(-)(69"'*)-"5,)2
 "(%#-/#/)$#"(6$#*+"&,( .#$( &.+.5/#"( *$+&.+%&"1( 6)".5$&"( +-)%&/)$&"1(
5.+:+@&$(/#(-)%&"( 8#$$&,#-.&"( .#*-):9?+*&"(6&$&( &*),6&-E&$( &(,5/&-;&(
45#()(*)-"5,+/)$(%#,(.$&@#-/)(6&$&()(%&$#D)1(6)+"()"(*:+#-.#"(#".7)(,&+"(
+-8)$,&/)"(#(#F+?#-.#"2
N#?5-/)(` +,#+$&(0G^^m31()(*),6)$.&,#-.)(/)(*)-"5,+/)$(Q(+/#-.+W*&/)(
6)$(+-.#$,Q/+)(/&(.$)*&(#-.$#(&"(6&$.#"(+-.#?$&-.#"1()(%#-/#/)$(#()(*),6$&/)$1(
#-%):%+/)"(-&(&45+"+;7)1(-)(*)-"5,)(#(-)(69"'(*)-"5,)(/#(!#-"1("#$%+;)"1(
#F6#$+>-*+&"( #( +/#+&"2(K)$Q,1( #""#( *),6)$.&,#-.)(6)/#( "#$( &:.#$&/)(6)$(
+-.#$,Q/+)(/#(+-=5#-*+&"1(%&:)$#"1(EB!+.)"1(6#$")-&:+/&/#"1(&,!+#-.#"("+.5'
&*+)-&+"(#(/#(,&$T#.+-?2(\(+"")(:#%&(&(#-.#-/#$(45#1(&(-#*#""+/&/#(/#(*&/&(
*)-"5,+/)$(Q(#"6#*+W*&(#(6$#*+"&("#$("56$+/&2
]#(&*)$/)(*),(e).:#$(0G^^^1(62Ipm31()(#-.#-/+,#-.)(/)(*),6)$.&,#-.)(
/)(*)-"5,+/)$(Q(6)""X%#:(/+&-.#(/)(,)/#:)(/#(#".+,5:)(#($#"6)".&1(*)-8)$,#(
)!"#$%&/)(-)(u5&/$)(m2(U#""#(,)/#:)1("#?5#(5,&("#45>-*+&(/#(#.&6&"(45#(
$#45#$(&.#-;7)1(6)+"(5,&(%#@(&-&:+"&/)"1($#"5:.&,(#,(*)-.$+!5+;<#"(&($#"6#+.)(
/)"(&"6#*.)"(45#(&8#.&,(#(*)-/5@#,(f(/#*+"7)(/#(*),6$&(/)(*)-"5,+/)$2
Quadro 3 - Modelo e estímulo à resposta.
Estímulos de 
marketing
Outros 
estímulos
Características
do comprador
Processo de 
Decisão do 
Comprador
Decisão do 
Comprador
K$)/5.)_
K$#;)_
K$&;&_
K$),);7)2
\*)-[,+*)"_
L#*-):9?+*)"
KA!:+*)"_
P5:.5$&+"
P5:.5$&+"_
N)*+&+"_
K#"")&+"_
K"+*):9?+*)"2
R#*)-E#*+,#-.)(
/)(K$)!:#,&_
c5"*&(/#(
+-8)$,&;<#"_
C%&:+&;7)_
]#*+"7)_
P),6)$.&,#-.)(
69"'*),6$&2
\"*):E&(/)(
K$)/5.)_(\"*):E&(
/&(M&$*&_
\"*):E&(/)(
R#%#-/#/)$_
v6)*&(/&(
*),6$&_
u5&-.+/&/#(
*),6$&/&_
Fonte: Kotler (2000).
L)/&()$?&-+@&;7)(6$#*+"&(*)-E#*#$()(*),6)$.&,#-.)(/#(*),6$&(/#("#5(
*:+#-.#1(6&$&(45#(6)""&("56$+$(&"(-#*#""+/&/#"(/#("#5"(*)-"5,+/)$#"2(C(6&$.+$(
/#""#(*)-E#*+,#-.)1(6)/#,'"#(6#$")-&:+@&$(6$)/5.)"1(#F#*5.&$(&(#-.$#?&1(6:&'
-#D&$(&(6$)/5;7)(#(&(%+&!+:+/&/#(/#(6$#;)"1(*$+&-/)(5,&($#:&;7)(,&+"(6$9F+,&2
6.  Estágios do processo de decisão de compra
U)(u5&/$)(m(6)/#,("#$()!"#$%&/&"(&"(#.&6&"(6#:&"(45&+"(6&""&,()"(
*)-"5,+/)$#"(&.Q()(,),#-.)(/&(/#*+"7)(/#(*),6$&2((N7)(%B:+/&"1("#?5-/)(
)"(#"6#*+&:+".&"(#,(,&$T#.+-?(6&$&(5,(,)/#:)(/#(*),6$&/)$($&*+)-&:(-)(
%&$#D)(8X"+*)2(C!".$&#,'"#(&45+(&"(+/+)""+-*$&"+&"1(-).&/&,#-.#(&"(*),6$&"(
6)$(+,65:")2(\".&"(#.&6&"("7)(&+-/&(&%&:+&/&"(6#:)"(*)-"5,+/)$#"(-)(45#(
"#( $#8#$#( &)"( "#?5+-.#"( #".B?+)"( 45#(-)$.#&$+&,()(6$)*#"")(/#( *),6$&2(
K$+,#+$)()($#*)-E#*+,#-.)(/)(6$)!:#,&()5(-#*#""+/&/#(&("#$($#&:+@&/&(
Os vendedores 
precisam ter atitudes 
criativas, posturas 
inovadoras, utilizar 
de novas ferramentas 
tecnológicas para 
acompanhar a 
mudança que o 
consumidor vem 
trazendo para o 
varejo, pois os 
clientes estão 
mais informados e 
exigentes.
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#( "&.+"8#+.&( 45#( 6)/#( "#$( +-&.&( )5(
+-/5@+/&( 6)$( #".X,5:)"( #F.#$-)"2(
N#?5-/)1(-)(*&")(/#(*)-"5,+/)$#"(
$&*+)-&+"("#?5#'"#(5,(6$)*#"")(/#(
+-%#".+?&;7)( )-/#( 8&.)$#"( *),)(
+-8)$,&;<#"1( *)-.&.)( 8X"+*)'%+"5&:1(
6$#;)(#(6$&@)(/#(#-.$#?&( "7)( 85-'
/&,#-.&+"2( ( .#$*#+$)( #".B?+)( /)(
6$)*#"")($#8#$#'"#(f(*),6&$&;7)(/#(
diversas alternativas para a compra 
/)( 6$)/5.)1( -&( 45&:( &( !5"*&( /#(
+-8)$,&;<#"( :#%&$B( )( *)-"5,+/)$(
&(&$,&@#-&$(5,(*)-D5-.)(/#(+/#+&"(
0?$56)(/#(,&$*&"3()5(&(5,(8&.)$(+,'
6)$.&-.#(45#(:#%&$B()(*)-"5,+/)$(&(
/#*+/+$(&(*),6$&2( "(*)-"5,+/)$#"(
%+$.5&+"( /#"*)!$#,( $&6+/&,#-.#(
&( *)-%#-+>-*+&( /)"( "E)66+-?"(
%+$.5&+"1( &( !5"*&( /#( +-8)$,&;<#"(
$B6+/&"( )5( 8&@#$( *),6$&"( on-line 
-7)(Q("),#-.#(*)-%#-+>-*+&1(#F+".#(&(
,).+%&;7)(#(?$&.+W*&;7)(45#(/#$+%&(
/&(*5$+)"+/&/#(/#(/#"*)!$+$(*)+"&"(
-)%&"2(U)(45&$.)(#".B?+)("#?5-/)(
c)--#( w( e5$.@( 0Ihhp31( )( &.)( /#(
*),6$&$(6)/#($#"5:.&$(-&("&.+"8&;7)(
)5(+-"&.+"8&;7)(#(45&-/)()"(*:+#-.#"(
DB( #".7)( "&.+"8#+.)"1( "+?-+8+*&( 45#(
"5&"( #F6#*.&.+%&"( 8)$&,(&.+-?+/&"(
#( 45&-/)(-7)( "7)( &.+-?+/&"( 6)/#(
)*)$$#$(5,&(/+"")-Z-*+&(*)?-+.+%&2(
C(/+"")-Z-*+&(*)?-+.+%&(Q(5,&($#&'
;7)(*),5,(/)(*)-"5,+/)$(45&-/)(
"#(6#$?5-.&("#(&(&:.#$-&.+%&(#"*):E+'
/&(#$&(/#(8&.)(&(,#:E)$1(6&""&-/)(
&(.#$(5,("#-.+,#-.)(/#($#,)$")(/)(
*),6$&/)$2(K)$(W,("#?5#'"#()(45+-'
.)(#".B?+)(45#(*)$$#"6)-/#(6$)*#"")(
/#(69"(*),6$&(/)(*)-"5,+/)$1(/#(
&*)$/)(*),(M)d#-(0G^^G3(#-?:)!&(
*+-*)(#".B?+)"(+,6)$.&-.#"H(5")()5(
*)-"5,)(/)(6$)/5.)_("&.+"8&;7)()5(
+-"&.+"8&;7)(/)( *)-"5,+/)$_( *),'
6)$.&,#-.)(/#($#*:&,&;7)(/)(*)-'
"5,+/)$_( /+"6)"+;7)( /#( 6$)/5.)"(
#_(8)$,&;7)(/#(W/#:+/&/#(f(,&$*&2(
U)"(6$+,#+$)"(#".B?+)"1(&69"()(5")(
/)( 6$)/5.)1( )( *)-"5,+/)$( 6)/#(
"#-.+$( )( 6$)*#"")(/#( "&.+"8&;7)( )5(
+-"&.+"8&;7)2( *)$$#-/)(&("&.+"8&;7)(
*$+&'"#(&(*)-*#6;7)(/&"(W/#:+/&/#"(
f(,&$*&(#(&(+-.#-;7)(/#(*),6$&(85'
.5$&1(*&")(*)-.$B$+)1(6)/#()*)$$#$()(
*),6)$.&,#-.)(/#(5,&($#*:&,&;7)(
#(&(/+"6)"+;7)(/)(6$)/5.)2
\,( .)/)( #".#(,)/#:)( .#9$+*)(
#F+".#(5,( 8&.)$(45#(Q( 85-/&,#-.&:(
-&( *),6#.+;7)(#-.$#()(%&$#D)( 8X"+*)(
#()(%&$#D)(6#:)(e-commerce2(L$&.&'"#(
da cultura( /)"( *)-"5,+/)$#"2(  (
*)-"5,+/)$(!$&"+:#+$)(&+-/&(Q(,5+.)(
*)-"#$%&/)$(#($#&*+)-B$+)( 8$#-.#(f"(
j,)/#$-+/&/#"k2(\:#(?)".&(/#(%#$1(
6#?&$()(6$)/5.)1("#(Q(#:#.$[-+*)(6#/#(
6&$&()(%#-/#/)$( :+?&$(-&(6$#"#-;&(
/#:#1("#(Q(&:+,#-.)(*E#?&(&(*E#+$&$1(
#F&,+-&( &( /&.&( /#( %#-*+,#-.)1(
&( +-.#?$+/&/#( /&( #,!&:&?#,( #.*2(
C/#,&+"1(&+-/&(Q(?$&-/#(&(#F*:5"7)(
/+?+.&:(-)(6&X"2(K)$(.5/)(+".)("#(6)/#(
*)-".&.&$(45#(#F+".#,(8)$.#"(!&$$#+'
$&"( f( #-.$&/&(/#".&( .#*-):)?+&( -)(
,#$*&/)1(*&$&*.#$+@&/&(-7)("9(6#:&(
*5:.5$&1(,&"(.&,!Q,(6#:)(*5".)(/)(
&*#"")(&)"(#45+6&,#-.)"(#(/),X-+)(
da tecnologia por  considerável parte 
/&(6)65:&;7)2
7. Os operadores logísticos
N#?5-/)(C:!#$.+-( 0G^^J1(62( Go31(
6&$&()!.#$(5,(,#:E)$(/#"#,6#-E)1(
5,(-#?9*+)(6$#*+"&(/#"#-%):%#$( #(
"5".#-.&$(5,&(%&-.&?#,(*),6#.+.+'
%&1(*),(*&6&*+/&/#"(45#(6#$,+.&,(
#-.$#?&$(*)-"+".#-.#,#-.#(5,(%&:)$(
"56#$+)$(6&$&("#5"(*:+#-.#"1(6)$(,#+)(
/#(,#:E)$( *))$/#-&;7)( #( ?#$#-'
*+&,#-.)(/)(=5F)(/#( .$&!&:E)1(/&(
*5".),+@&;7)(/#(6$)/5.)(#( "#$%+;)(
e gerenciamento da cadeia de for'
-#*+,#-.)2(
U&( !5"*&( 6#:&( "&.+"8&;7)( /)"(
*:+#-.#"1( &"( #,6$#"&"(6$#*+"&,( .#$(
5,&(&/,+-+".$&;7)( :)?X".+*&( #W*&@1(
/#""&(,&-#+$&1( Q(6)""X%#:( ?&$&-.+$(
,&+)$( #8+*+>-*+&( -)"( 6$)*#"")"( /#(
*),6$&( 6#:&( +-.#$-#.2( (C( B$#&( /#(
:)?X".+*&(-&"(#,6$#"&"(/#(*),Q$*+)(
#:#.$[-+*)(Q(,5+.)(+,6)$.&-.#1(6)+"(Q(
6)$(,#+)(/#".&(B$#&(45#(&"(#,6$#"&"(
&.5&-.#"(/)($&,)(#F6<#,("5&(*$#/+'
!+:+/&/#(&)(*:+#-.#(6)$(6)""+!+:+.&$#,(
=#F+!+:+/&/#(#(%#:)*+/&/#(-&"(.$&-"&'
;<#"(*),#$*+&+"2
C"( *)-".&-.#"( +-)%&;<#"( .#*-)'
:9?+*&"( #( &"( .$&-"8)$,&;<#"(6$)%#'
-+#-.#"(/&(?:)!&:+@&;7)( :#%&$&,()"(
)6#$&/)$#"(:)?X".+*)"(&(")W".+*&$#,(
"5&"( )6#$&;<#"1( .)$-&-/)'&"(,&+"(
complexas para atender a demanda 
/#(,&-#+$&(#W*&@2
C()!"):#"*>-*+&(/#(#".)45#1(*+*:)(
/#(%+/&(/)(6$)/5.)(#(*),6#.+.+%+/&'
/#(-&"()$?&-+@&;<#"("7)(&:?5-"(/)"(
8&.)$#"( 45#( +,65:"+)-&$&,( &(,5'
/&-;&1( 8&@#-/)(*),(45#(&( :)?X".+*&(
!5"*&""#(,#+)"(/#($#/5@+$()(.#,6)(
/)(*+*:)(6$)/5.+%)(#(/&(/+".$+!5+;7)1(
!#,(*),)(&(&%&:+&;7)(/)"(-X%#+"(/#(
#".)45#2
]+&-.#( /)( *)-.#F.)( #F6)".)1( Q(
-#*#""B$+)(*)-"+/#$&$(&(#,+->-*+&(/#(
#".$&.Q?+&"(?#$#-*+&+"(45#(%+&!+:+@#,(
&(+-.#?$&;7)(/&(*&/#+&(/#("56$+,#-'
.)"(#(%&-.&?#-"(6&$&(&"()$?&-+@&;<#"(
45#(8&*+:+.#,(&(6&$*#$+&(#-.$#(*:+#-.#(
#(8)$-#*#/)$(E&%#-/)(&""+,1(?&-E)"(
,A.5)"2
V-"#$+/&"(-5,(*#-B$+)( *),6#.+'
.+%)1(&"()$?&-+@&;<#"(!5"*&,(*)-"'
.&-.#,#-.#(")!$#""&+$'"#(-)(45#"+.)(
:+/#$&-;&( /#(,#$*&/)1( #-.$#.&-.)(
6$#*+"&,(6)""5+$( *)-E#*+,#-.)(#"'
6#*+W*)(#(.Q*-+*)(6&$&(/#"#,6#-E&$(
/#( 8)$,&( #8+*+#-.#1( &"( &.+%+/&/#"2(
M5+.&"(/#:&"()6.&,(6)$( .#$*#+$+@&$(
)"("#$%+;)"1(%+".)(45#(&(45&:+/&/#(-)"(
6$)*#"")"(:)?X".+*)"(*$+&,(%&-.&?#-"(
As constantes 
inovações 
tecnológicas e as 
transformações 
provenientes da 
globalização levaram 
os operadores 
logísticos a 
 !" #$%&'()* +& *
operações, tornando-
as mais complexas 
para atender a 
demanda de maneira 
("%&,-
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#,($#:&;7)(f(*)-*)$$>-*+&1(&:Q,(/&(
6$)6)$*+)-&$(&($#/5;7)(/#(*5".)"2
C(.#$*#+$+@&;7)(/#(&.+%+/&/#"(:)?X"'
.+*&"(.)$-)5'"#(5,&(%&-.&?#,(*),'
6#.+.+%&(&!$+-/)(#"6&;)(6&$&(5,&(
-)%&(.#-/>-*+&H( ()6#$&/)$(:)?X"'
.+*)1(#"6#*+&:+@&/)(#,(/#"#,6#-E&$(
&.+%+/&/#"( :)?X".+*&"( &?$#?&-/)(
%&:)$( &"(,#",&"( #(6)""+!+:+.&-/)(
45#( &"(,#",&"(6)""&,(*&/&(%#@(
,&+"(/#/+*&$'"#(#"6#*+W*&,#-.#(&)(
"#5(8)*)(/#(-#?9*+)"2(0S\RR\VRC1(
G^^o1(62^q32
 ()6#$&/)$(:)?X".+*)("5$?#(*),)(
5,&("):5;7)(/#(,#$*&/)1(*)-"#45'
>-*+&(/&( .#$*#+$+@&;7)(/#( "#$%+;)"1(
)-/#(&"()$?&-+@&;<#"(!5"*&,(5,&(
vantagem competitiva no modo de 
*)-/5@+$()"(-#?9*+)"2(
]#".&(8)$,&1()()6#$&/)$(:)?X".+*)(
Q(&(#,6$#"&(6$#".&/)$&(/#("#$%+;)"1(
#"6#*+&:+@&/&( #,(?#$#-*+&$( #( #F#'
*5.&$( .)/&()5(6&$.#(/&"( &.+%+/&/#"(
:)?X".+*&"1(-&"(%B$+&"(8&"#"(/&(*&/#+&(
/#( &!&".#*+,#-.)(/#( "#5"( *:+#-.#"1(
&?$#?&-/)(%&:)$( &)"(6$)/5.)"(/)"(
,#",)"2(
23!!4 %$'*%!+$!#*.5%1&"$!6$7$!*!
E-commerce
 "(/#"&W)"( :)?X".+*)"( #".7)(!&'
"+*&,#-.#( :+?&/)"( f( *&/#+&(/#( "5'
6$+,#-.)"( #( /#(/+".$+!5+;7)1( 6)+"1(
/+8#$#-.#(/&"( :)D&"( 8X"+*&"1( &"( :)D&"(
%+$.5&+"(6)""5#,(5,(*&.B:)?)(,&+"(
")$.+/)(/#(6$)/5.)"1()-/#()($#*#!+'
,#-.)1(?#$#-*+&,#-.)1(/+".$+!5+;7)(#(
$#6)"+;7)(/#%#,()*)$$#$(#,(.#,6)(
EB!+:2
U)(,)/#:)(/#( *),Q$*+)(cGP(&(
:)?X".+*&( /#( /+".$+!5+;7)( 6$#*+")5(
$#-)%&$'"#( +,6:#,#-.&-/)()6#$&'
;<#"(/#( &$,&@#-&?#,1( .$&.&,#-.)(
#( /+".$+!5+;7)( /+8#$#-*+&/&"1( *),(
&6)+)( /#( 8#$$&,#-.&"( /#( LV( 6&$&(
&.#-/#$(-)%&"(/#,&-/&"2(\,(?$&-/#(
6&$.#(/)"(=5F)"(/#(,)%+,#-.&;<#"1(
)"(,&-5"#+)"(/)"(6$)/5.)"( *),#'
;&,("#-/)($#&:+@&/)"(#,(6&:#.#"()5(
*&+F&"(/#(,&-58&.5$&"1(6&""&,(&("#$(
expedidos em lotes e depois rece'
!#,(.$&.&,#-.)(*),)(+.#-"(&%5:")"(
a serem transferidos para os canais 
/#(/+".$+!5+;7)()(45#(&*&$$#.&$B(-&(
-#*#""+/&/#(/#(6$).#;7)(#(*5+/&/)"(
&/+*+)-&+"( /)"( !#-"(,&-+65:&/)"2(
]#".&(8)$,&1("#,6$#(E&%#$B()6#$&'
;<#"(/#(,&-5"#+)(/&"(5-+/&/#"(#,(
#".)45#()(45#(6)/#("#$(5,(8&.)$(/#(
$+"*)(f"(.&$#8&"(:)?X".+*&"2
C(&-B:+"#(/&(-&.5$#@&(06#$#*X%#+"(
)5(-7)(6#$#*X%#+"3(#(/&"(/+,#-"<#"(
/)"(!#-"( *),#$*+&:+@&/)"( .&,!Q,(
precisa ser analisada para efeitos 
/#( .$&-"6)$.#( /)( #'*),,#$*#1( DB(
45#( /#,&-/&$7)( /+8#$#-.#"( .+6)"(
/#( $#*5$")"1( /+8#$#-.#"( #"6&;)"(/#(
.#,6)(6&$&(&"()6#$&;<#"(#(*5+/&/)"(
#"6#*XW*)"(&)(:)-?)(/&(*&/#+&(/#(/+"'
.$+!5+;7)2((\""#(45#"+.)(+,6:+*&$B(#,(
$#".$+;<#"(#(/#"&W)"(-)(6:&-#D&,#-.)(
/&"( )6#$&;<#"( :)?X".+*&"1( 5,&(%#@(
45#()"(6#/+/)"("7)(,&+"(/+-Z,+*)"2
 5.$)( 8&.)$( /#"&8+&/)$( 6&$&( &(
:)?X".+*&(/)(*),Q$*+)(#:#.$[-+*)(Q(&(
*&6&*+/&/#(/#(6$#%#$(/#,&-/&"1(45#(
"#$B(,&+"(/+8X*+:(/#("#$(,#-"5$&/&(#,(
-#?9*+)"(*),(5,(&:.)(X-/+*#(/#("&@)'
-&:+/&/#1(6)+"()"("#.)$#"(/#(#F6#/+'
;7)(-7)(6)/#,(#".&$(*)-?#".+)-&/)"(
por excesso de pedidos pendentes 
-#,(,&-.#$(5,(-A,#$)(/#(#".)45#(
&*+,&(/&(*&6&*+/&/#(/#(&$,&@#-&'
,#-.)2(U#".#( "#-.+/)1( S+?5#+$#/)(
0G^I^3(*)$$)!)$&(-)(#-.#-/+,#-.)H
]#"&W)"(/#(6$#%+"7)(/&(/#,&-/&(
/#(6#;&"( #( "#$%+;)"( x222y( ?#".7)(/#(
#".)45#_( x222y( 8&!$+*&;7)(/&"(6#;&"(
/#( $#6)"+;7)1( x222y_( *5".)( /&( 8&:.&(
/#(6#;&"(#("#$%+;)"( x222y_( .#,6)(/#(
5")( /)"( #45+6&,#-.)"( x222y_( B$#&(
?#)?$BW*&(/+"6#$"&(x222y2(\".#"(8&.)"1(
*),!+-&/)"( *),( &( 6$#""7)( 6&$&(
.#,6)"(/#($#"6)".&(,&+"(*5$.)"1(8&@(
*),(45#("#D&(,5+.)(/+8X*+:(&.#-/#$(
&(/#,&-/&(&(6&$.+$(/#(5,(#".)45#(
*)-"):+/&/)2(
C( :)?X".+*&( -)( &,!+#-.#( /)( e-
-commerce($#45#$(%#:)*+/&/#1(6$#*+'
"7)1(.#,6)(/#($#"6)".&(B?+:(#(6$+-*+'
6&:,#-.#(5,("#$%+;)(/#(69"'%#-/&(
!#,( #".$5.5$&/)2( "( /#"&8+)"( /)(
69"'%#-/&(#".7)($#:&*+)-&/)"(&)(/#'
sinteresse das empresas em medir e 
&%&:+&$(&(/+"6#$"7)(/)"(*:+#-.#"(#(&"(
%#-/&"(6#$/+/&"1( 45#()*)$$#,(#,(
85-;7)(/)(,&5(&.#-/+,#-.)1(/)(-7)(
&.#-/+,#-.)(/&"(#F6#*.&.+%&"()5(&+-'
/&1(/)(-7)(.$&.&,#-.)(&/#45&/)(/&"(
$#*:&,&;<#"2( (69"'%#-/&( .&,!Q,(
6)/#$B("#$(5.+:+@&/)(*),)(8#$$&,#-'
.&(6&$&(&"(#,6$#"&"(&*),6&-E&$#,(
&"(#F+?>-*+&"(#()(6#$W:(/)"(*)-"5,+'
/)$#"1(6$+-*+6&:,#-.#(-)(45#(.&-?#(
&(*)-45+".&$(&(W/#:+/&/#(#(*)-W&-;&(
/)"(,#",)"2
K&$&(c#*T#$( #(b5.+#$$#@( 0G^^p31(
5,(/)"(6$+-*+6&+"(/#"&W)"(/)"("+".#'
,&"(:)?X".+*)"(Q(*)-"#?5+$(?#$#-*+&$(&(
$#:&;7)(#-.$#(*5".)(#(-X%#:(/#("#$%+;)2(
\45+:+!$&$()"(/)+"(:&/)"(/&(!&:&-;&(#(
6$+-*+6&:,#-.#(,&-.#$(5,(!),($#:&'
*+)-&,#-.)(*),()(*:+#-.#(&69"(&(*)-'
*$#.+@&;7)(/&(%#-/&(Q(5,&(6$#,+""&(
!B"+*&(6&$&( &"( )$?&-+@&;<#"1( %+".)(
45#1(,&-.#$()(*:+#-.#(DB(*)-45+".&/)1(
!5"*&-/)( &( "5&(W/#:+/&/#1( Q(,&+"(
!&$&.)(/)(45#(&.$&+$(-)%)"(*:+#-.#"2
K)$Q,(/+&-.#(/&"(/+8+*5:/&/#"(
:)?X".+*&"( #-8$#-.&/&"(/+&$+&,#-.#1(
6)""+%#:,#-.#()(/#"&W)(/&(#-.$#?&(
"#D&()(,&+"(#,+-#-.#2
83!!9!4 %$'*!+$! 017 .$!0*!:-
-commerce
l,(/)"()!".B*5:)"(&)(&5,#-.)(
/)(.$B8#?)(/)(#'*),,#$*#($#"+/#(#,(
"#$%+;)"(/#(#-.$#?&(45#(&.#-/&,(&"(
-#*#""+/&/#"( /)"( *)-"5,+/)$#"( #(
/)"(#,6$#"B$+)"(%&$#D+".&"2(
O pós-venda 
também poderá 
ser utilizado como 
ferramenta para 
as empresas 
acompanharem as 
(.$/01%$& *(*!*2('"3*
dos consumidores, 
principalmente no que 
tange a conquistar 
&*"4(3$4&4(*(*
%!1"&15&*4! *
mesmos.
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C(6#"45+"&(\'*),,#$*#(#(\-.$#'
?&($#&:+@&/&(6#:&(Copenhagen Econo-
mics( ( 0G^Im31( $#%#:&(45#(6$)!:#,&"(
$#:&.+%)"(&)"("#$%+;)"(/#(#-.$#?&("7)(
$#"6)-"B%#+"(6)$(opr(/&"("+.5&;<#"(
#,(45#()"( *)-"5,+/)$#"( &*$#"*#-'
.&$&,( +.#-"(&)( *&$$+-E)(/#( *),6$&(
#1(&)("#(/#8$)-.&$#,(*),()"(*5".)"(
#:#%&/)"()5(*),(6$&@)"(:)-?)"(6&$&(
$#*#!#$( &( #-.$#?&1( &!&-/)-&$&,()(
*&$$+-E)(/#( *),6$&"( "#,(W-&:+@&$(
)(6#/+/)2(
C(,#",&( 6#"45+"&( &6$#"#-.&(
&+-/&( 45#( h^r(/)"( *)-"5,+/)$#"(
,#-*+)-&,(6$#;)"(!&+F)"1( #-.$#?&(
?$&.5+.&( #( )6;<#"( *)-%#-+#-.#"(/#(
/#%):5;7)(45#(&8#.&,("5&"(/#*+"<#"(
/#(*),6$&$(-&(,#",&(:)D&(%+$.5&:1(+-'
=5#-*+&-/)(&($#6#.+;7)(/#(*),6$&"2
\,( "#-/)( &"( /+W*5:/&/#"( *),(
)( "#$%+;)( /#( #-.$#?&( 5,&( $&@7)(
*E&%#( 6&$&( -7)( *),6$&$( )-':+-#1(
,#:E)$&$( )"( "#$%+;)"(/#( #-.$#?&( Q(
5,(8&.)$(6$+,)$/+&:(6&$&( 8),#-.&$(
)(#'*),,#$*#2
C(#-.$#?&(/#(6$)/5.)"(*),6$&'
/)"( 6#:&( +-.#$-#.( Q( 5,( 6$)*#"")(
*),6:#F)1(45#(?#$&:,#-.#( #-%):%#(
,A:.+6:)"( &?#-.#"1( 45#( .$&!&:E&,(
,A:.+6:)"( *)-.$&.)"2(C"(6$+-*+6&+"(
6&$.#"( #-%):%+/&"( ?#$&:,#-.#( "7)(
)"(*),6$&/)$#"(O(45#(&/45+$#,()"(
6$)/5.)"(#("#$%+;)"(/#(#-.$#?&(/)"(
%&$#D+".&"_()"(%&$#D+".&"(O(*),6$&,()"(
"#$%+;)"(/#(#-.$#?&(/)"()6#$&/)$#"(
/#(#-.$#?&(#(+-.#$,#/+B$+)"(/#(:)?X"'
.+*&_()"()6#$&/)$#"(/#(#-.$#?&(O(45#(
#-.$#?&,()"(6$)/5.)"(#,(-),#(/)"(
%&$#D+".&"(#_()"(+-.#$,#/+B$+)"(/#(:)'
?X".+*&(O(45#()6#$&,(-&"(+-.#$"#;<#"(
#-.$#()"(/#,&+"(&?#-.#"2
 6#$&$( #,(,A:.+6:)"( *)-.$&.)"(
gera pelo menos dois grandes desa'
W)"H(&""#?5$&$(&( +-.#$)6#$&!+:+/&/#(
'(,+-+,+@&;7)(/)"(gaps(/#( "#$%+;)1(
/#( +-8)$,&;7)( #( /#( /#"#,6#-E)(
0*),!+-&;7)( +-&/#45&/&( #-.$#( &"(
-#*#""+/&/#"(/)"(5"5B$+)"(#()"("#$'
%+;)"(8)$-#*+/)"3(#-.$#()"(/+8#$#-.#"(
&?#-.#"(#(&(/+W*5:/&/#(/#(+/#-.+W*&$(
#( &-&:+"&$()-/#( "5$?#,(6$)!:#,&"(
-&(*&/#+&(/#(%&:)$(/&(#-.$#?&1(*),)(
6)$(#F#,6:)1("#(&(&5">-*+&(/#(&:?5'
ma modalidade de entrega decorre 
/&( 8&:.&(/#""#( "#$%+;)(-)(6)$.89:+)(
/)"()6#$&/)$#"(/#( #-.$#?&()5( "#()(
"#$%+;)(#F+".#(#(-7)(8)+(/#,&-/&/)(
6#:)(%&$#D+".&2
 "(gaps(/#( +-8)$,&;7)()*)$$#,(
45&-/)(-7)("#(.#,(&*#"")(&(+-8)$,&'
;<#"( &/#45&/&"1(/#( 8B*+:(5.+:+@&;7)(
#( *)-WB%#+"( O( .&+"( *),)()(6$#;)1()(
6$&@)1( &"( *)-/+;<#"(/&( #-.$#?&1( )"(
".&.5"(/&(#-.$#?&(#(*)-/+;<#"(/#(/#'
%):5;7)1("#D&(6)$45#(&"(+-8)$,&;<#"(
"7)()-#$)"&"1(/+8X*#+"(/#( #-*)-.$&$(
)5(/#(+-.#$6$#.&$2(\""&(:&*5-&(6)/#(
?#$&$()($+"*)(/#(#F6#$+>-*+&(8$5".$&'
/&1(/#%+/)(f(6#$*#6;7)(#$$&/&(45#()(
5"5B$+)()!.Q,(/)("#$%+;)(*),6$&/)2
 "(gaps /#("#$%+;)()*)$$#,(45&-'
/)()"(%&$#D+".&"()5(*),6$&/)$#"(-7)(
.#,(&*#"")(&)"( "#$%+;)"(/#(#-.$#?&(
/#( "5&(6$#8#$>-*+&1( #,( .#$,)"(/#(
*&$&*.#$X".+*&"(/#("#$%+;)1(:+,+.#"(/#(
6#")"( #( /+,#-"<#"1( /#".+-)"( *),(
*)!#$.5$&( /#( #-.$#?&( )5( 6$#;)"( #(
6$&@)"(&.$&.+%)"2
U#".#(45#"+.)1(-)(45#(.&-?#(&)"(
)6#$&/)$#"(:)?X".+*)"1(&(:+,+.&;7)(/#(
)8#$.&(/#(&:?5-"("#$%+;)"(-)(,#$*&'
/)($#"+/#(-)(8&.)(/#(45#()"(*5".)"(
/#(*):#.&z$#*#!+,#-.)(#(.$&-"6)$.#(
"7)( )"(,#",)"1( +-/#6#-/#-.#( /&(
45&-.+/&/#( .$&.&/&2(]#".&( 8)$,&1(
*:+#-.#"( *),( !&+F)"( %):5,#"1( #(
&+-/&(#,(B$#&"(/+".&-.#"()5(8)$&(/#(
$).&(.)$-&,'"#(,&+"()-#$)")"(6&$&(
"#$#,( &.#-/+/)"( #,( *),6&$&;7)(
&)"(45#(6)""5#,(&:.&"(45&-.+/&/#"(
/#()!D#.)"(6&$&(#-.$#?&1(+-+!+-/)(&(
)8#$.&(*),#$*+&:2(
K&$&( #".#"( /#"&8+)"1( &:?5,&"(
&:.#$-&.+%&"(/#("):5;7)(*$+&/&"(6#:)(
6$96$+)(,#$*&/)(#".7)("#-/)(/#"#-'
%):%+/&"1(&(#F#,6:)(/#(*))6#$&;7)(
entre as empresas de entregas para 
&(#-.$#?&(W-&:1()5(*$+&;7)(/#(&?#-.#"(
*)-"):+/&/)$#"(/#( *&$?&"( 45#( )8#'
recem descontos progressivos por 
%):5,#(/#(*&$?&2
 5.$&( $&@7)( 6&$&( #F+".+$#,( )"(
gaps(/#("#$%+;)"(6)/#("#$(&.$+!5X/&(
&(+-.#$)6#$&*+)-&:+/&/#(+-"5W*+#-.#(
#-.$#()"(&?#-.#"(/&()6#$&;7)(:)?X".+'
*&1(#,(.#$,)"(/#(8&:.&(/#(&*#"")(&)"(
sistemas integrados para a troca de 
+-8)$,&;<#"( #( ?#".7)( +-.#?$&/&(/&(
*&/#+&(/#(/+".$+!5+;7)2(U)%&"(8&*+:+'
/&/#"(.>,("5$?+/)(-)(,#$*&/)(6&$&(
,#:E)$&$( #""#( &"6#*.)1( &( #F#,6:)(
/#(*))6#$&;7)(#-.$#(#,6$#"&"(6&$&(
)(5")(/#( #.+45#.&"( +/#-.+W*&/)$&"(
*),5-"1( 6&/$)-+@&;7)( /#( !&-*)"(
/#( /&/)"( /#( #-/#$#;&,#-.)1( 6:&'
.&8)$,&"( *),5-"( *),( +-.#$8&*#"(
&!#$.&"( +-.#$&.+%&"( 0CKV"( O(Applica-
tion Programming Interface3( 6&$&( )(
$&".$#&,#-.)(/#(#-*),#-/&"1(/#-.$#(
)5.$)"2
K)$( 8+,1( )"( gaps de desempe'
-E)(?#$&:,#-.#(/#$+%&,(/#( 8&:E&"(
)6#$&*+)-&+"( #( )*)$$#,(45&-/)(&"(
#,6$#"&"(/#(#-.$#?&(#()"(%&$#D+".&"(
8&:E&,(-)(*5,6$+,#-.)(/#("5&"()!$+'
?&;<#"1( &( #F#,6:)(/&( #-.$#?&( 8)$&(
/)(6$&@)1(#-.$#?&(#,(:)*&:(/+8#$#-.#(
/)("):+*+.&/)()5(&(+-/+"6)-+!+:+/&/#(
#,( #".)45#( /)( 6$)/5.)( %#-/+/)1(
6$)%)*&-/)( +-"&.+"8&;7)(-)( *)-"5'
,+/)$(W-&:2
10. Conclusões 
 (/#"#-%):%+,#-.)(/&"(.#*-):)'
?+&"(/#(+-8)$,&;7)(#(/#(.$&-",+""7)(
/#( /&/)"( #( &( /#,)*$&.+@&;7)( /)(
&*#"")(f(+-.#$-#.(6)/#,("#$(*)-"+/#'
$&/)"(,):&"(6$)65:")$&"(&)(6$)*#"")(
/#(?:)!&:+@&;7)(/&(#*)-),+&1(*),()(
$),6+,#-.)(/#(!&$$#+$&"(?#)?$BW*&"(
#(&!#$.5$&(/#(-)%&"(6)""+!+:+/&/#"(#(
+-)%&;<#"(-&"(8)$,&"(/#("#($#:&*+)-&$(
#(/#("#(8&@#$(-#?9*+)"2
A mesma 
pesquisa apresenta 
ainda que 90% 
dos consumidores 
mencionam preços 
baixos, entrega 
gratuita e opções 
convenientes de 
devolução que afetam 
suas decisões de 
comprar na mesma 
loja virtual.
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U)(&,!+#-.#(/+-Z,+*)(/)(,5-'
/)(%+$.5&:1( /#".&*&'"#( )(/#"#-%):'
%+,#-.)( /)( *),Q$*+)( #:#.$[-+*)1(
com a crescente compra e venda de 
+-8)$,&;<#"1( 6$)/5.)"( #( "#$%+;)"(
$#&:+@&/)"(6)$(,#+)"( #:#.$[-+*)"( #(
$#/#"(/#(*),65.&/)$#"1(.)$-&-/)'"#(
5,&( &:&%&-*&(6&$&(,5/&-;&"(-&"(
#".$&.Q?+&"( *),#$*+&+"(/#(%&$#D+".&"(
#(/#,&+"(+-".+.5+;<#"1(8$#-.#(f(,&+)$(
*),6#.+.+%+/&/#(-)(,#$*&/)2
 (&6#$8#+;)&,#-.)(/&(#F6#$+>-'
cia de compra dos clientes tem sido 
)(6$+-*+6&:( 8)*)(/&"( #,6$#"&"(45#(
&.5&,(-)("#?,#-.)(#'*),,#$*#1(/#(
8)$,&(45#(,5+.&"(#".7)("#($##".$5.5'
$&-/)(#(+-%#".+-/)(#,(L#*-):)?+&(/&(
V-8)$,&;7)(0LV3(#(-)(&6#$8#+;)&,#-'
.)(/&"(.#*-):)?+&"(/#(*),5-+*&;7)1(
-&(#W*+>-*+&(/#("5&"(*&/#+&"(6$)/5'
.+%&"(#(-)"("#5"(6$)*#"")"(:)?X".+*)"2
A tecnologia proporciona o apor'
.#( +-8)$,&*+)-&:(6&$&(&(?#".7)(#,'
6$#"&$+&:( #( *)-.$+!5+(6&$&( .$&-"8)$'
,&$()5( +-=5#-*+&$( &"( #"*):E&"(/)"(
*)-"5,+/)$#"1(/#*)$$#-.#(/&(&/&6'
.&!+:+/&/#1( 8&*+:+/&/#"(#( 85-*+)-&:+'
/&/#"(/#(6$)?$&,&;7)1(=#F+!+:+/&/#(
#()5.$&"(45&:+/&/#"(45#(6#$,+.#,(
/#"#-%):%#$( &( *5".),+@&;7)( /)"(
6$)/5.)"(#("#$%+;)"()8#$#*+/)"2(
\,("#(.$&.&-/)(/)(,#$*&/)(!$&"+'
:#+$)1(Q(6)""X%#:(6#$*#!#$()(*$#"*#-.#(
6).#-*+&:(/)( #'*),,#$*#1( 45#( .#,(
&6$#"#-.&/)( *$#"*+,#-.)"( &-5&+"(
"#,6$#(&*+,&(/&"(#".+,&.+%&"2(
K)""+%#:,#-.#()"(6$+-*+6&+"(8&.)$#"(
45#(*)-.$+!5#,(6&$&(#".#( $#"5:.&/)(
+-*:5#,()(&*#"")(&)(*$Q/+.)(&)(*)-"5'
,+/)$1()(&5,#-.)(/)(6)/#$(&45+"+.+%)(
/&"(*:&""#"( 0P1(](#(\31()"(6:&-)"(/#(
W-&-*+&,#-.)(/#( :)-?)(6$&@)1(&(/#'
,)*$&.+@&;7)(/)(&*#"")(f( +-.#$-#.1()(
&6$+,)$&,#-.)(/)"(&"6#*.)"(/#("#?5'
$&-;&(-&"()6#$&;<#"(online e a entrada 
#(*)-"):+/&;7)(/#(-)%&"(#,6$#"&"(#(/#(
-)%)"(6$)/5.)"(-)(,#$*&/)2
C)(,#",)( .#,6)(#,(45#( *$#"'
*#,(/#(,&-#+$&( 45&"#( 45#( #F6)'
-#-*+&:( )"(-A,#$)"(45#( #-%):%#,(
o e-commerce, *$#"*#,( .&,!Q,( &"(
#F+?>-*+&"( /)"( *:+#-.#"( 6)$( -)%)"(
6$)/5.)"(#("#$%+;)"1(6)$(-)%&"(8)$'
mas de relacionamento e por novos 
#(,#:E)$#"(-X%#+"(/#(+-8)$,&;7)(#(/#(
6$#".&;7)(/)"("#$%+;)"2
 ( #'*),,#$*#( Q( 5,( "#?,#-.)(
&:.&,#-.#( *),6#.+.+%)( #( *&/&( %#@(
,&+"( ")W".+*&/)( .#*-):)?+*&,#-.#2(
S$#-.#(&)"(/#"&W)"(/#(,&-.#$'"#(-)(
,#$*&/)(#(/&(!5"*&(6#:&(6$#8#$>-'
*+&( #(W/#:+/&/#(/)( *)-"5,+/)$1( &"(
#,6$#"&"(/#( #'*),,#$*#(6$#*+"&,(
"#$( *&6&@#"(/#( +/#-.+W*&$(45&+"( )"(
#:#,#-.)"(45#(6$)6)$*+)-&,(,&+"(
%&:)$(&)("#5(*:+#-.#(#(45&+"()"(&.$+'
!5.)"( "7)(-#*#""B$+)"(6&$&(&.#-/#$(
&"(-)%&"(#F+?>-*+&"(+,6)".&"2
U&"( 6#"45+"&"( $#&:+@&/&"1( %#'
$+8+*)5'"#( 45#( 5,(/)"( 6$+-*+6&+"(
)!".B*5:)"(f(&/);7)(/)(#'*),,#$*#(
$#"+/#(-&("#?5$&-;&(/&"()6#$&;<#"(#(
-)"("#$%+;)"(/#(#-.$#?&2
M5+.&"("7)(&"(%#@#"(45#(5,(*)-'
"5,+/)$("#(/#8$)-.&(*),(&:.)"(*5"'
.)"(/#(#-.$#?&"(#(6$&@)"(*)-"+/#$&'
/)"(:)-?)"()5(45#(-7)(&.#-/#,("5&(
-#*#""+/&/#2(C(45#".7)(/&(#-.$#?&(
.#,(?$&-/#(6#")(-&(/#*+"7)(/#(*),'
6$&( )-':+-#1( "#-/)( *)-"+/#$&/)"(
+,6)$.&-.#"(6#:)"(*)-"5,+/)$#"()"(
6$#;)"(!&+F)"()5(6$#8#$#-*+&:,#-.#(
8$#.#(?$B.+"1(%#:)*+/&/#(/#(#-.$#?&1(
#-.$#?&( -)( #-/#$#;)( /),+*+:+&$1(
&*#"")( f"( +-8)$,&;<#"( /#( .$Z-"+.)(
/&(,#$*&/)$+&( 0$&".$#&,#-.)3( #(
&( 6)""+!+:+/&/#( /#( /#%):5;7)( )5(
.$)*&(/&(,#$*&/)$+&2(]#".&(8)$,&1(
,#:E)$&$()"( "#$%+;)"(/#(#-.$#?&(Q(
5,&( /&"( *E&%#"( 6&$&( 8),#-.&$( )(
#'*),,#$*#2
 5.$)(8&.)$(&(*)-"+/#$&$(-&(*&/#+&(
de valor da entrega é a falta de trans'
6&$>-*+&(-&(*),5-+*&;7)1(&(#F#,6:)(
/&(8&:.&(/#(+-8)$,&;7)(")!$#(&"(&:.#$'
-&.+%&"(/#(#-.$#?&"()5(&(&5">-*+&(/#(
*)!#$.5$&z6$#".&;7)(/#("#$%+;)"(#,(
/#.#$,+-&/&"($#?+<#"(/)(6&X"2
 "( *)-"5,+/)$#"(6$)*5$&,( +-'
8)$,&;<#"( *:&$&"1( &,+?B%#+"1( *)-'
8+B%#+"( #( /#( 8B*+:( +-.#$6$#.&;7)( #(
5.+:+@&;7)2
L)/)"( #".&,)"( "5D#+.)"( &( "+.5&'
;<#"(#(&.$&")"1(#F.$&%+)"1(&%&$+&"()5(
#-.$#?&( /#( 6$)/5.)"( /+8#$#-.#( /)(
#"*):E+/)2(P)-.5/)1(&(8)$,&(*),)()(
%#-/#/)$(.$&.&(&($#*:&,&;7)(/)("#5(
*:+#-.#( 8&@(&(/+8#$#-;&(-&( $#:&;7)(#(
*)-"):+/&(&(W/#:+/&/#(/)(*)-"5,+'
/)$()5(-7)2(
K&$&(,#:E)$&$( &( #F6#$+>-*+&(/#(
*),6$&1( .&,!Q,( Q( 6$&.+*&/&( 6)$(
&:?5,&"( #,6$#"&"( &(6)""+!+:+/&/#(
/#($#/+$#*+)-&$(5,&(#-*),#-/&(#,(
.$Z-"+.)( )5( )8#$#*+/)"(E)$B$+)"(/#(
#-.$#?&(,&+"(*)-%#-+#-.#"1(*),)(E)'
$B$+)"(-).5$-)"()5(W-&+"(/#("#,&-&2(
K)$(W,1()(%&$#D+".&(/)("#.)$(6$#'
*+"&(&:+-E&$'"#(*),(&"(-#*#""+/&/#"(
/#(#-.$#?&(/)"(*:+#-.#"1()8#$#*#-/)(
%+"+!+:+/&/#( #( +-8)$,&;<#"( *)-"+"'
.#-.#"( 6)$(,#+)( /#( LV1( 6$)*#"")(
/#(/#%):5;7)( "+,6:#"( #( *)-WB%#:1(
*5,6$+,#-.)(/)"(6$&@)"(/#(#-.$#?&1(
*&6&*+/&/#(/#(#"*):E#$(&(:)*&:+/&/#(
/#(#-.$#?&1("#$%+;)"(*)-"+".#-.#"(/#(
#-.$#?&( 6&$&(,#$*&/)$+&"( *E&%#"1(
.#,6)"(6$#%+"X%#+"(/#(.$Z-"+.)(#(8&'
*5:.&$(&)(*:+#-.#(&(#"*):E&(/)(.#,6)(
/#(.$Z-"+.)(#()(-X%#:(/#(6$#;)(45#(#:#(
#".B(/+"6)".)(&(6&?&$1(?#$&-/)(5,&(
#F6#$+>-*+&(/#(*),6$&("&.+"8&.9$+&2
Referências
C`c\RLVU1(C:!#$.)(`5+@2(Comércio 
eletrônico – modelo, aspectos e con-
tribuições de sua aplicação.(i2(#/2(N7)(
K&5:)H(C.:&"1(G^^J2(
C`a\N1( `2(Vencendo na economia 
digital2(N7)(K&5:)2(M&T$)-(c))T"1(G^^G2
CUCP U2(]+"6)-X%#:( #,H( {http://
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Nas pesquisas 
realizadas, 
 !"#$%&'()!*+'!*
um dos principais 
obstáculos à adoção 
do e-commerce 
reside na segurança 
das operações 
e nos serviços 
de entrega.
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